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BACKGROUND

Modern communication devices provide for many com-
munication and business analytics opportunities 1n retail,
hospitality, industrial, enterprise and other settings. Many
communication devices have multiple functions and have
wireless connectivity options. Additionally, many diflerent
types of devices, systems, and/or objects may be networked
together including devices with electronics, software, sen-
sors, beacons, smartphones and Internet-of-Things (IoT)
devices; thereby enabling data to be exchanged between
devices and statistically gathered over the network. Given
the present communications devices and the present network
connectivity, the data gathered can be quantified, organized,
and analyzed to represent an objective, numerical, perfor-
mance profile for an individual user of the system.

The present technology describes how an observation
platform can be used to integrate multiple devices or exter-
nal systems, and how information that traverses the obser-
vation platform can contain valuable statistical information
which can be manipulated, analyzed and classified through
computer algorithms using the context of users and devices,
combined with the policy of the enterprise or the default
observation platform policy, to yield higher level metrics
that indicate the efliciency, effectiveness and performance of
individuals engaged 1n the use of the observation platform.

BRIEF DESCRIPTION OF THE
AND TABLES

DRAWINGS

FIG. 1 1s a flowchart of an overview of the observation
platform, 1n accordance with an embodiment.

FIG. 2 1s a flow diagram illustrating the connections
between observation platforms and to external devices, 10T,
beacons and external systems, in accordance with one
embodiment.

DESCRIPTION OF EMBODIMENTS

Retference will now be made in detail to embodiments of
the present technology, examples of which are illustrated in
the accompanying drawings. While the technology will be
described in conjunction with various embodiments, 1t will
be understood that they are not intended to limait the present
technology to these embodiments. On the contrary, the
present technology 1s intended to cover alternatives, modi-
fications and equivalents, which may be included within the
spirit and scope of the various embodiments as defined by
the appended claims.

Furthermore, 1n the following description of embodi-
ments, numerous specific details are set forth 1n order to
provide a thorough understanding of the present technology.
However, the present technology may be practiced without
these specific details. In other instances, well known meth-
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ods, procedures, components, and circuits have not been
described 1n detail as not to unnecessarily obscure aspects of
the present embodiments.

Unless specifically stated otherwise as apparent from the
tollowing discussions, it 1s appreciated that throughout the
present description ol embodiments, discussions utilizing,
terms such as “receiving,” “recognizing,” “deriving,” “stor-
ing,” “relaying,” “executing,” “generating,” “determining,”
“tracking,” “‘recording,” “identitying,” “locating,” “mak-
ing,” “delivering,” “scheduling,” “speciiying,” “translat-
ing,” or the like, refer to the actions and processes of a
computer system, or similar electronic computing device.
The computer system or similar electronic computing
device, such as a wearable computer, telephone, smart
phone, tablet computer, handheld mobile device, or other
connected IoT device manipulates and transforms data rep-
resented as physical (electronic) quantities within the com-
puter system’s registers and memories 1nto other data simi-
larly represented as physical quantities within the computer
system memories or registers or other such information
storage, transmission, or display devices. Embodiments of
the present technology are also well suited to the use of other
computer system technologies such as, for example, optical,
quantum and mechanical computers.

A user or users, as referred to herein, may be a person or
people such as, sales associates, employees, managers, train-
ees, trainers, doctors, clinicians, patients, customers, emer-
gency responders, personnel, etc. In one embodiment, the
user mterfaces with a device for communications with other
users or interaction with external systems. Such a device
may be a handheld device, a headset, a smartphone, a tablet,
an earpiece, a radio, a computer system, or other device
capable of providing communications across the network.
Such users may be part of the enterprise operating the
observation platiorm or they may be external to the oper-
ating enfity (e.g., customers, shoppers or visitors) and desire
access to users, information or control of devices within the
attached data network.

Customers or visitors may refer to anyone within the
environment of an observation platform who are not directly
connected to the observation platform system but may do so
by using the wearable devices or other applications (apps)
designed to connect by permission and arrangement directly
with the observation platform. In one embodiment, custom-
ers or visitors may refer to individuals who are purchasing
or shopping for items or services in store or hospitality
environment, past customers, potential customers, perspec-
tive customers, shoppers, browsers, or others who enter the
store environment as a potential client and not with the same
operational access an employee does.

Y

2P &q

- B Y 4

Overview ol Observation Platform Using
Structured Commumnications with External Devices
and Systems

Overview of the Observation Platform

The present technology employs an observation platform
for structured communications and for gathering or collect-
ing statistics about the users, devices and external systems
that may connect to the observation platiorm. The following
overview describes how an observation platform 1s used for
communications between devices and computer systems and
1s used for collecting statistics from devices, communica-
tions and computer systems. Individual details, embodi-
ments, and components ol the observation platform
described herein may or may not be used for embodiments
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pertaining to using observation platform to measure and
quantify user performance scores, grades, benchmarks or
rankings.

Using structured communications 1n an observation plat-
form, as referred to herein, may refer to the following
actions regarding communications between two or more
users or one user and one or more computer systems:
mediating, disciplining, structuring, controlling, participat-
ing, discouraging, encouraging, influencing, nudging, mak-
ing an example of, permitting, limiting, managing, validat-
ing for compliance with policies, measuring what goes on as
a communication occurs, characterizing, enabling, observ-
ing, recording, correcting, directing, informing, requesting,
alerting, eftc.

Embodiments of the present technology are for an obser-
vation platform using structured communications including
communication with external devices and systems. An
observation platform may involve a number of users and
provides structured and disciplined communications for the
users and associated devices as well as captures data regard-
ing the communications such as user context and perfor-
mance metrics. The present technology may be employed in
various environments such as retail settings, public-stage
tfloors, outdoor venues, concerts, police scenarios, disaster
areas, schools, sporting events, hospitality operations, hos-
pitals, clinics, security operations, military operations, a
prison organization, customer service centers, call centers,
manufacturing organizations, a factory floor, warechouse
operations and other environments where humans work
together, with external computer systems or other IoT
devices and where communications occur between users
and/or the external systems or devices.

The mediating, structuring or disciplining process envi-
sioned herein mvolves using a communications and com-
puter system as a platform to recerve communications or
instructions from users, devices, external devices, IoT
devices and computer systems; to generate or parse metadata
related to the communication or instruction; and to relay,
forward, delay or inhibit the communication or instruction
based on the context (metadata) of each user, device or
system.

Communications are enabled by multiple means 1nclud-
ing: simply speaking commands, saying names, asking
questions, 1ssuing commands, press-to-talk broadcasting to
groups or segments of the observation platform, talking to
specific groups or locations; listening to pre-established
information (e.g., podcasts, messages, announcements,
huddles, chat-ins or enterprise related info-casts), by users
moving mto locations where mformation 1s presented or
requested based on location and context of the user or
proximal device, listening to information from other users
on the system either real-time or delayed, listening to
information from other systems or processes within this
system related to actions required or information necessary
to work more efliciently.

The system, including other users, may prompt users for
verbal contributions to the data store or seek selected button
presses to determine further context or supplemental 1nfor-
mation and actions of the user. In conjunction with the
communications and signaling information being
exchanged, the system collects other relevant data which
may include signals or sounds usetful for location determi-
nation; sounds useful for system optimization; sounds usetul
for user identification, role determination, or environment
detection; or other signal information (audible, sub-audible
or optical) relevant to operating 1n the desired environment.
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With reference now to FIG. 1, a flowchart of an overview
ol the observation platiorm 1s shown 1n accordance with an
embodiment.

Environment 100 describes a physical location of a basic
observation platform. Within environment 100 are commu-
nication devices 205, 210, 215 which represent one or a
plethora of communication devices. These communication
devices communicate using wireless signals connecting to
Radio Access Points within the Environment 100. These
communication devices may be owned by the enterprise,
owned by the user, or owned by the observation platiform
provider and may include, for example, a smartphone, a
tablet computer, or a wearable device.

Devices 205, 210 and 215 may be user devices that are
mobile and employed by a user to communicate with other
users via other devices. Communications between the
devices may be described as signals. The devices 205, 210
and 215 may be a smartphone, a personal digital assistant, a
fob, a handheld device, a headset device or other small
electronic device. In one embodiment, devices 205, 210 and
215 employ speakers and microphones with control buttons
for audible commumnications. The control buttons may be
press to signal buttons, push to talk buttons, volume control
buttons, and power on/ofl buttons or other standard buttons
and may be options on a touchscreen. Devices 205, 210 and
215 may be handheld, may be worn around the neck, and
may be a headset worn on the head or behind the ear or
otherwise interface with the human body. Devices 205, 210
and 215 may or may not comprise a screen or display such
as a liqumd crystal display (LCD). In one embodiment,
devices 205, 210 and 215 do not comprise a display such that
a user 1s not mundated with too many options or too much
information from the device. A user device without a display
may simplily communications and thus allow heads-up
awareness and presence 1n the environment. Another user,
such as a customer, may be more likely to employ the device
for 1ts intended purpose 1f the human interface 1s stmplified.

Devices 205, 210 and 215 and other devices 1n environ-
ment 100 may be dispensed to a user upon entering envi-
ronment 100 or may be brought by the user into environment
100. For example, 1n a retail setting associates may be 1ssued
devices by the employer or owner of the retailer setting.
Customers 1n the retail setting may also be 1ssued devices as
they enter the retail setting. Customers may choose whether
or not to accept the device or whether or not to use the device
alter accepting 1t. The associate devices and the customer
devices may or may not be the same type or model of
devices. Alternatively, the customer may bring a device into
the retail setting such as a smartphone. The customer may
download an app to the smartphone that will allow the
customer to use the device for communications in the store
with associates or others in accordance with present tech-
nology. The customer may remain anonymous or may elect
to 1dentily themselves. In one embodiment, recognition of
the customer’s 1dentity 1s not required for additional services
or offers.

There may be multiple radio access points (shown for
example as 120 and 130) and access point technology may
include Wi-Fi1, Bluetooth, private radio or other wireless
connections. An environment and may contain a single or a
plethora of radio access points as shown. In one 1nstance,
computer system 140 exists within Environment 100, and by
using standard computer networking technologies such as
switches, bridges, routers, firewalls, gateways, etc., the radio
access points communicate with each other and with com-
puter system 140. Computer system 140 communicates via
standard networking technologies, possibly including the
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Internet 118, to the central control and database 400 using
bi-directional Path A. Computer system 140 1s optional in
the physical location of environment 100.

If the computer system 140 1s not included 1n environment
100, Path B 1s used to communicate between the radio
access points (120, 215, etc.) and an external computer
system 1350, which may reside in the cloud, in the enterprise,
or at the service provider for the observation platiorm.
Environment 100 must either contain computer system 140
or be connected to computer system 150 1n order to operate.
It 1s possible to configure an observation platform with both
computer system 140 and computer system 150 connected
for purposes of redundancy.

Access points 120, 130 and devices 205, 210, 215 employ
standard techniques for communicating wirelessly. The
communications may be performed using radio techniques
such as near field communications, short wave radio, infra-
red, Bluetooth, Wi-F1, standard wireless computer network
protocols, etc. Devices 205, 210 and 215 may be able to
communicate with each other directly or through access
points 120 and 130. Devices 205, 210 and 2135 communicate
with each other via the computer system 140 or 150. In one
embodiment, all communications in environment 100 are
relayed through the access points which act as a central hub.
For example, device 205 may communicate with device 210
by device 205 sending a communication to access point 120,
computer system 140 derives that device 210 1s the desti-
nation for the communication and relays the communication
to device 210. This may occur automatically and quickly
enough such that the users will not experience any undue lag
in communications. In one embodiment, devices 205, 210
and 215 may communicate directly with computer 140. For
example, a user may 1ssue a command to computer 140 via
device 205 or computer 140 may send information to device
203. Information send from computer 140 to device 205 may
be an audible voice signal or may be textual, contextual,
geographical or graphical data to be displayed at device 205
if 1t 1s properly equipped to do so.

Computer systems 140 or 150 are responsible for the
structuring of communication and collection of analytical
data from the devices (205, 210, 215, etc.). Computer system
140 or computer system 150 report data to the central control
and database 400 using either Path A or Path C as indicated.
Additionally, the central control and database 400 provides
information, instructions, messages, configuration data and
policy information to computer system 140 or computer
system 150 for structuring and controlling the communica-
tion tlow to and among the Devices within Environment
100. Central control and database 400 contains the instruc-
tions for policy distribution to computer system 140 or
computer system 150. Central control and database 400
accumulates the primary statistics and processes the algo-
rithms for generating the secondary statistics and higher-
order statistics used to determine system health and user
performance.

The central control and database 400 may reside with the
provider of the observation platform, in the cloud, within the
enterprise or 1n a commercially available server farm facil-
ity. Central control and database 400 provides one or more
application programming interfaces (APIs) to any external
systems 500 and information sources that may communicate
with the users and devices within environment 100. The
central control and database 400 also provides encrypted and
secure storage and access to computer systems 140 or 150.

External systems 500 may refer to external computer
systems owned by the enterprise, third-party services, ven-
dors or suppliers, or the provider of the observation plat-
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form. These external systems may contain information that
1s pushed to users of the observation platiorm such as
time-clock alerts, video analysis alerts, cross-channel or
omni-channel support alerts, enterprise-wide or group-tar-
geted messaging text or audio, automated status alerts or
other information that would be useful to one or more users
of the observation platform(s).

With reference now to FIG. 2, a flow diagram 1llustrating
the connections between observation platforms and to exter-
nal devices, internet of things (IoT), beacons and external
systems 1s shown 1n accordance with one embodiment.

FIG. 2 uses the basic observation platform described in
FIG. 1 and extends the overall system by: adding intercon-
nections between other observation platforms; including
within the observation platform a new environment 300 that
contains one or more systems or alternate devices (series
300) that may iteract with the devices (series 200) and
hence users of the system; and attaching to the observation
platform a new environment 350 that contains one or more
systems or alternate devices (series 300) that may interact
with the user devices (series 200) and hence users of the
system.

Interconnection of observation platforms allows informa-
tion to be exchanged and structured across any set of
locations, buildings, cities or countries. The observation
platiorms, depicted 1n environments 100 and 110, are usu-
ally connected under the control of computer system 150 via
Path A and Path B. Computer system 150 mediates the
communication between the sites, applies policy to the
transiting information, and extracts statistical information
for application to Secondary or Higher-order statistics used
for performance evaluation of users or the system integrity.

Environment 110 shows in greater detaill how other
devices within the observation platform environment can
interact with user devices 205, 210 and 215, the radio access
points 120 and 130, and the computer system 150 or 160.

Beacon devices 610, 615 and 620 are typically small fixed
or mobile devices that emit a signal to alert other devices
that they are within a near proximity of the beacon. The
beacon signal may contain identification information or
other information useful to the receiving device. For
example, visitor device 700 may detect beacon 620 which
causes visitor device 700 to contact a separate system to
receive special oflers or information regarding the local
proximity. User devices 205, 210 and 215 may be capable of
receiving the beacon signal which may be used for proxim-
ity detection and location determination. Additionally, user
devices 205, 210 and 2135 may be capable of transmitting a
beacon signal to trigger actions 1n devices carried by visitors
or shoppers.

For example, visitor device 700 may detect a beacon
signal from device 215 which causes visitor device 700 to
contact a separate system that 1n turn alerts the user of device
215 that they are 1 proximity to a specific visitor or shopper
along with information about that visitor or shopper. The
observation platform might then communicate with an exter-
nal system (e.g., external system 315) to receive instructions
and potential offers for that visitor or shopper.

Environment 300 depicts a set of other possible devices
that may reside either within the observation platform as
shown in environment 110, or external to the observation
plattorm environment as shown with environment 100
which 1s connected with path C.

In one embodiment, content distribution manager browser
300 (CDM) 1s a software application that 1s accessed via a
uniform resource locator (URL) by any computing device
that employs a web browser. Content distribution manager
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browser 300 may comprise an application program interface
(API) or graphical interface that 1s employed by a user of
content distribution manager browser 300. A user of content
distribution manager browser 300 may be required to pro-
vide authentication to access content distribution manager
browser 300.

Content distribution manager browser 300 1s employed by
a user to manage and control messages that are sent to a
plurality of observation platform and the devices therein. In
one embodiment, content distribution manager browser 300
can retrieve content for a message or can be employed to
generate new and original content for a message. In one
embodiment, the content 1s an audio file such as a WAV file
that 1s the recording of an audible voice such that when the
message 1s delivered to and accessed by a destination device,
the message will playback the audible voice. The content
distribution manager browser 300 may be employed by a
manager to record a voice message which 1s then delivered
to a plurality of devices.

In one embodiment, a message controlled by content
distribution manager browser 300 1s delivered to a plurality
of devices simultaneously. This may be accomplished by
content distribution manager browser 300 sending out the
message to the various devices at the same time, or content
distribution manager browser 300 may deliver the message
to a plurality of observation platforms with commands or
istructions to deliver the message to specified devices
within the observation platform at a designated time. Deliv-
ering the messages to the devices may also be described as
pushing the message.

The manager using the content distribution manager
browser 300 may designate the time a message should be
available for the users and how long that message should be
available to hear (end time). Alternatively, the content
distribution manager browser 300 may be employed to
deliver the same message to different devices at different
times. For example, the message may be delivered to store
managers within a set of observation platforms at a desig-
nated time before the message 1s delivered to other employ-
ces within the same set of observation platforms. The user of
content distribution manager browser 300 may also specity
that additional content or messages are sent to different
devices. For example, additional content may be sent to
store managers or additional content may be sent to devices
associated with a specific department 1n a retail setting such
as the painting department.

In one embodiment, content distribution manager browser
300 1s employed to specily who or what devices are to
receive the message with 1ts content. For example, the user
of content distribution manager browser 300 may have
authority over several different environments each with 1ts
own observation platform. The user may wish that the
message only be sent to specified observation platforms
within the plurality of observation platforms. Alternatively,
the user may specily that all of the devices within all of the
observation platforms receive the message, or only devices
located within the physical boundaries of the observation
platiorm at the designated time receive the message, or only
devices associated with a specific department receive the
message or only devices associated with store employees
and not customers receive the message. The possible options
for specitying which devices receive a message and when
are limitless.

A message may also be generated and sent to a specific
individual. In one embodiment, content distribution man-
ager browser 300 uses groupings by role, department, dis-
trict, and/or region to determine which devices play a given
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message. It should be appreciated that the content of the
message may be a voice recording, but may also be other
content such as text, images, or video. In one embodiment,
the message 1s sent to a given device with a command to
notily the user of the device that there 1s a message recerved.
The notification may be a light, a blinking light, a specific
color of light, a sound, a textual notification, or any other
type of notification that the device 1s capable of providing.

Content distribution manager browser 300 may be
employed by a user that has high level access to the plurality
ol observation platforms. For example, a corporation may
have hundreds or thousands of hospitality locations or store
fronts that each makes use of an observation platform. The
corporation may have a headquarters or central oflice with
employees who have access to content distribution manager
browser 300 with the ability and authority to send a message
to anyone and everyone associated with the corporation.

In one embodiment, a device that receives a message from
content distribution manager browser 300 automatically
sends a confirmation back to content distribution manager
browser 300 that the message has been received. Addition-
ally, once the message has been accessed or heard by the
user of the device, the device may send a message back to
content distribution manager browser 300 that the messaged
has been heard or otherwise accessed. In one embodiment,
the message may be a mandatory message that the user of
the device 1s required to access a, listen to and then acknowl-
edge hearing. For example, process 1200 herein describes
vartous embodiments of mandatory messages and conse-
quences, rules or policies associated with mandatory mes-
sages.

Another possible element of environment 300 1s the
manager application, 305. In one embodiment, manager
application 305 a software application or app that is
accessed via a mobile computer system such as a smart-
phone or tablet. In one embodiment, the mobile computer
system executes an Android operating system. In one
embodiment, the mobile computer system executes an 10S
operating system. Other operating systems may also be
employed. Manager application 305 may be an app available
tor download and 1installation on the mobile computer sys-
tem.

The manager application 303 1s designed with an API or
graphical interface specific to a mobile computer system
such as a smart phone and to be used 1n the field by a user
or manager associated with at least one observation plat-
form. The user of manager application 305 may be a regional
manager that has access to a plurality of observation plat-
forms. The regional manager may regularly travel between
the physical locations of the plurality of observation plat-
forms and needs to have access to the observation platforms
while physically remote and 1n the field on the go.

In one embodiment, manager application 305 allows the
user of manager application 305 to communicate with or
monitor any device or plurality of devices within any of the
observation platforms associated with the user. Manager
application 305 also 1s able to report statistics or observe or
monitor communications with any of the observation plat-
forms associated with the user. For example, the manager
application 305 may be able to listen 1n to communications
happening 1n real time within an observation platform or
may be able to play back past recorded communications.

In one embodiment, the manager application may operate
in a manner identical to the mobile devices 1n the observa-
tion platiorm as a peer-like device. In this mode the manager
application may broadcast or direct communications to
specific devices, recerve alerts and provide both a primary
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signal for communication and a secondary signal for deter-
mining geographic location. In one embodiment, the peer-
like device may be able to operate and interact with devices
within an observation platform without directly communi-
cating with a central computer system. In other words, the
central computer system may or may not be required for
receiving and relaying messages from the manager applica-
tion.

The manager application 305 may also be employed to
send announcements or messages similar to content distri-
bution manager browser 300. The manager application 3035
may communicate directly through a network with a given
observation platform or may use the external communica-
tions path D, path A and path B.

Another possible element of environment 300 1s an IoT
device. An observation platform may be associated with
external devices including a growing list of electronic
devices that communicate with each other or with one or
more systems providing status, alerts and other useful com-
mand/control information. These external devices are able to
operate 1n an observation platform and communicate using
formatted data strings and standard internet protocols for
communication across the Internet. These external devices
may be referred to as the IoT.

Specifically, external devices and systems 310 depicts a
wide array of IoT devices that can use the observation
platiorm for alerting selected users of actions needed or that
may query selected users for additional information or may
query the observation platform for user contextual informa-
tion or may allow users to mstruct or control the IoT devices
based on user context and policy. Environment 300 com-
prises components that may or may not be used with
different embodiments of the present technology and should
not be construed to limit the present technology.

The present technology provides for many examples of
how structuring communications may be used 1n various
environments for a variety of purposes. The following
discussion will demonstrate various hardware, software, and
firmware components that are used with and 1n computer
systems and other user devices for structuring communica-
tions using various embodiments of the present technology.
Furthermore, the systems, platforms, and methods may
include some, all, or none of the hardware, software, and
firmware components discussed below.

One purpose of structuring or disciplining a communica-
tion 1s for users to become more productive and more
cllective customer service associates or sales people 1n a
retaill or hospitality setting. The present technology may
accomplish this goal by monitoring communications of the
users that occur via communication devices. The commu-
nications may be monitored to derive context information
from the communication such as the name of the user;
geographic location of a user; the state or status of the user
(e.g., busy, available, engaged, conversing, listening, out-
of-range, not logged on, etc.); the user’s imteraction with
others; proximity to other users, visitors, beacons, cellular
phones or other electronic signals; commands or instructions
from the user to external devices; instructions or requests
from external devices to the user; how the user responds,
both physically and wverbally, to those instructions or
requests.

An observation platform may be associated with external
devices including a growing list of electronic devices that
communicate with each other or with one or more systems
providing status, alerts and other useful command/control
information. These external devices are able to operate 1n an
observation platform environment and communicate using
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formatted data strings and protocols for communication
using the Application Programming Interface (API) for the
observation platform. These external devices form a diverse
group ol equipment that may be referred to as the IoT. Other
devices within the observation platform may use radio
techniques such as Bluetooth or Bluetooth Low Energy
(BLE) to signal their presence and information. These
devices are sometimes called “beacons™ and may be used for
triggering actions on the wearables, smartphones or other
devices carried on a person.

In one embodiment, the structured communications of the
observation platform allows users to directly and immedi-
ately interact with external devices through the mechanisms
of the observation platform such as: interpretation and
recognition of spoken words (e.g., speech-to-text speech
recognition), geographic location determination provided by
the observation platform, proximity location provided by
external cues (e.g., a beacon, environmental sounds, sub-
audible sounds, RF signals or optical trigger) and optional
identification of end users, their roles, assigned tasks, pri-
mary locations and individual responsibilities.

The external devices may collect and gather data via
sensors such as cameras, motion sensors, heat sensors, door
counters, proximity sensors, beacons, temperature sensors,
etc. The collected data may be exchanged via a network such
as the network associated with the observation platform or
via separate connections or networks. Moreover, the obser-
vation platform may be able to make inferences from
communications and locations within the observation plat-
form as well as make inferences from the data gathered by
the external devices. The inferences may then be combined
with policy and used to structure the communications and/or
structure the control or requests from the external devices or
take other actions within the observation platiorm.

An observation platform 1s used to connect enterprise
users with each other and connect the users with external
devices and computer systems associated with the observa-
tion platform. Policy, as accepted or determined by the
controlling enterprise, determines the most appropriate
action for commands to other users or external devices, or
requests from other users or external devices. The policy can
use miformation such as, but not limited to: location, history,
recognition of spoken words and optional personal 1denti-
fication including roles and responsibilities, plus any infor-
mation provided by the external system, to dynamically
determine and control how communications, commands,
information or other requests and responses are routed
through the system and presented to the users or external
devices.

The users of the observation platform carry or wear
devices capable of capturing the person’s voice, surrounding
information such as sounds and sub-audible sounds, elec-
tronic signals or optical signals. Sub-audible sounds may or
may not be made by a human user but are sounds that are out
of the range of normal human hearing. Electronic signals
may be any radio (RF) device or beacon which emits a radio
signal that 1s received by the user wearable device regardless
whether the signal 1s demodulated or understood by the user
device. The wearable device develops a second signal from
the surrounding information which 1s used by the observa-
tion platform to determine the nature of the external device,
the location of the device and indicative of the current
context of the associated user. The device may be a com-
mercially available device or, may be a specific purpose
device built for the present technology normally using a
button that 1s pressed to capture the user’s voice when
specific actions are desired by the user.
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The communications, motions and behaviors of users
within the observation platform may be monitored to derive
context and user performance information from the raw
statistics gathered by the system. Many raw statistics are
used to dynamically determine source and, separately, des-
tination context by the system and are selected from the
group raw statistics such as: engagement time; available
times; location maps for the enterprise layout; listen time
and who or what was listened to; talking time on the system;
non-system directed talking time as detected by the wear-
able; number and role of listeners to messages sent to the
system; urgency of listeners to hear a message from the user;
geographic location of devices and users; locations traversed
including speed and direction; time 1n-zone and not-in-zone;
who 1nitiated communications to which individuals, group-
ings of individuals or external systems; type of communi-
cation (e.g., broadcast, private individual, private group,
announcement, voice-to-machine, machine-to-user, 1nitiate
requests for actions, respond to requests for action etc.);
length of communication; location of 1mitiating communi-
cations; locations of recerving communications; intonation;
speech pacing; lengths of speeches; lengths of speech seg-
ments; when, where, and for how long two or more users
dwell 1n close proximity to each other or to specific loca-
tions; speed of movement and pausing of listening individu-
als during/after talking or listening to another user or a
connected system; frequency that listeners delay hearing a
message, drop out from what a speaker 1s saying, or delete
a message before hearing i1t from a user; questions asked and
how long the question takes to ask; questions answered, and
how long 1t takes to respond and then answer the question;
action requests initiated from users or external systems,
action requests responded to from users or external systems,
from where, to where and any associated motions; prompt-
ness ol responses to what was heard from users or from
external systems, button presses and button press durations
as 1mitiated by the user; which policies are invoked by the
observation platform for the communications between users
or external systems.

Context determination 1s the result of the analysis of the
raw statistics within the observation platform and using the
default or explicit policy of the enterprise to determine the
most appropriate recipient of information from either users
or external devices, or where and when to most appropri-
ately deliver messages, communications, commands,
requests or instructions to users or devices.

The structuring or disciplimng process described herein
involves using a communications and computer system as a
platform to first, build a context and contextual history of
each user or device based on actions, motions, 1nstructions,
reactions and behaviors within the observation platform, and
second, use policy and inference to make determinations for
distributing information, instructions or voice files; collect-
ing information; generating requests for actions; accepting
and playing requests for action; generating or distributing
instructions or indicators from users or external systems; or
delivering information, requests, instructions, indicators, a
user’s voice, or other audible messages to other users or
other external systems.

For example, the observation platform may listen to
commands from users, interpret those commands, establish
two-party and multi-party communications links, pass on
messages, and store messages and commands for later
action. Commands from users, internal rules and policies, or
external systems may indicate the need for specific assis-
tance at specific locations and policy may determine how
many and which users hear the request or which external
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systems are 1ssued instructions. The interpretation of com-
mands may also be relayed or forwarded to the external
devices as mstructions to that device or plurality of devices.

A response by a user or external system may be voluntary
or mandatory, based on policy, and 1s processed by the
observation platform using current context, historical con-
text, inference and policy to determine the most appropriate
actions. Data 1s collected about each step of the process
thereby permitting an owner or manager or a group of people
to observe and analyze the eflectiveness of the group’s
interactions with each other and with external systems.
Aggregating the data and employing analytical tools within
the observation platform can result 1n performance informa-
tion for each user of the system, groups of users, wearable
device and external systems.

The communications may be monitored by a computer
connected to the observation platform which 1s associated
with a data network that acts as a conduit for the user
communications, primary statistics, actions and reactions of
users and devices. The data network may consist of, but 1s
not limited to: wireless connections (typically, but not exclu-
sively  WiF1), wired connections, optical connections,
switches, routers, firewalls, encryption devices, private net-
works, Internet segments, cloud-based segments and enter-
prise-owned servers.

The computer system may convert audible, voice or
speech communications to text or machine-compatible for-
mat using standard and well-known speech recognition
techniques. Decoding the spoken words may determine
commands, 1dentity keywords, and 1nitiate actions based on
the words spoken and the button that 1s pressed at the time
of speaking. The decoded text in combination with location
or proximity to other devices may be used to derive addi-
tional context information from the communication. The
computer system may also store some or all of the commu-
nication including the audible portion of the communication,
the context of the user, the decisions made by inference and
policy, and the decoded text of the communication.

The computer system may also be 1n communication with
the external systems, external devices or IoT devices and
have the ability to 1ssue mstructions to the external devices
or recerve instructions from the external devices. Instruc-
tions may be requests for action, responses to mstructions or
information that 1s useful to the user or the connected
system.

The structured communications may extend beyond a
single venue to multiple venues or enterprise locations
without regard to geographic spacing. A plethora of obser-
vations platforms may be connected via a network and will
interoperate according to the programmed policy.

In one embodiment, the computer system uses the context
information derived from the raw data combined with policy
to determine a destination of the communication and for-
wards, delays, inhibits, modifies or relays the communica-
tion to the destination. For example, a first user may attempt
to contact a second user via communication devices. The
first user sends the communication to the computer system
associated with the observation platiorm using the network.
The computer system recognizes the first user’s speech or
instruction and 1s able to derive current context information
to add to historical context information for determimng that
the communication’s destination 1s a third user. The com-
puter system then relays the communication, via the net-
work, to a communication device associated with the third
user. The computer system may also convert the communi-
cation to text and derive additional instructions or perfor-
mance metrics regarding the first or third user. For example,
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the first user may be an associate in a retail setting and the
third user 1s a customer. The {irst user may be responding to

a query made by the third user. The performance metric may
be the length of time 1t took for the first user to respond to
the query, how long it took to respond to the query, whether
or not the query was satisfied, the geographic location of the
first user, the geographic location of the third user, the
proximity between the users, or may be a different metric
entirely. The computer system may derive and store more
than one performance metric for each communication
exchange.

In one embodiment, the computer system generates or
parses metadata related to a communication and also knows
metadata for each of a plurality of devices in the observation
plattorm. The computer system 1s then able to match an
attribute of the metadata from the communication to an
attribute from the metadata of at least one of the plurality of
devices 1n the observation platform. The communication
may then be forwarded to the matched device(s). The
metadata may be described as attributes, tags, or character-
istics of a commumnication. The communication may be a
signal generated by user device and may comprise speech,
text, audio, video, button-press instructions, or a combina-
tion thereof.

The attributes of the metadata may not be associated with
the content of the signal and are related to context of the
signal such as the time the signal was sent, an 1dentification
of the device that sent the signal, a location of the device
when the signal sent, a geographic zone the device 1s located
in, history of the device sending communication, etc. In one
embodiment, the metadata 1s associated with the content of
the signal, such as text. The generating of metadata and
relaying of the communication may occur substantially in
real time such that a user of the device does not perceive any
delay in communications.

In one embodiment, the computer system 1s able to
determine geographic locations of users based on informa-
tion recerved from communication devices associated with
the users. The geographic location data may be stored as data
associated with a user’s communications device at a par-
ticular time, or as a performance metric, or may be combined
with other information to generate a performance metric.
The location data 1s an element of the context of the user or
external device and 1s used by the observation platform for
structuring the flow of all mformation. Geographic infor-
mation and user motion combined become elements of the
user context and are used with policy to determine the source
or destination of mformation processed by the observation
platform.

Observation Platform Using Structured
Communications for Determining Personal
Performance Metrics

Definitions

Primary Statistics: Those numerical observations that can
be obtained by the observation platform from direct use of
any and all of its communication-mediating, location-sens-
ing powers and context information gathering. The primary
statistical data may 1nclude, but not limited to such directly
measurable quantities such as: engaged or available time(s),
locations; locations traversed including speed and direction;
listen time; talk time; number of listeners, geographic loca-
tion of the speakers and listeners; type of communication
(e.g., broadcast, private conversations with individuals, pri-
vate conversations with groups, interruptions, group con-



US 10,558,938 B2

15

versations, announcements, interrupting announcements,
mandatory response messages, voice-to-machine, machine-
to-user, 1mtiation of requests for action, responses to
requests for action, etc.); number and role of listeners to
messages sent to the system; length of the communication
session(s); location of said communications for imitiating
devices, users or external systems, participants in the form
of devices or users or external systems, destination devices,
users or external systems; instructions sent or received from
external systems ol communications; keywords spoken or
listened to; intonation; speech cadence, banter rate, emotion
and 1intlection; lengths of speech segments; locations tra-
versed by users or devices including speed and direction;
when, where, and for how long two or more users or devices
dwell 1n close proximity to other users of the observation
platform, or to wvisitors to the enterprise, or to specific
locations, or to other external devices such as beacons, [oT
devices or kiosks; the speed of movement for talking or
listening devices or users during/aiter talking or listening;
time 1n specilied zones and not 1n specified zones; the
frequency that listeners delay hearing a message or drop out
from what a speaker 1s saying, or delete a message before
hearing 1t from a user or device; number and type of
questions asked and how long the question takes to ask;
number and type of questions answered, and how long 1t
takes to initially respond and then communicate the answer
to the question; number and type of action requests 1nitiated
from users or external systems and number and type of
action requests responded to from users or external systems,
from where, to where and associated motions; promptness of
responses to what was heard from users or from external
systems; promptness of responses to what was heard; other
audible or sub-audible sounds captured by the wearable;
button presses and button press durations as 1nitiated by the
user; inertial measurement umt (IMU) data; radio signal
strength (RSS) data; signal to noise ratio (SNR) data;
interfering signal data; battery charge state data; temperature
data; and (X,Y,Z) location data for all users, devices or other
systems capable of being tracked or reporting location
information. Finally, the primary statistics will include any
policies which are mvoked by the observation platform for
the communications between users or external systems.
Time of day will normally be included in each primary
statistic. These 1tems may also be referred to as first order
data and metrics, primary observation, primary metrics, or
primary characteristics.

Subjective Statistics: Those numerical and text-based
statistics provided through mechanisms such as: polling
other users, visitors or through polling from external sys-
tems; surveying other users, visitors or through surveying
from external systems; getting survey-like feedback for a
user following a contact or close proximity detection with a
visitor as determined by the policy used by the observation
platiorm; getting survey-like feedback for a user following
a contact or close proximity detection another user as
determined by the policy used by the observation platform;
comments, notes and interpretations provided directly by the
user; comments, notes and interpretations provided by man-
agement regarding the user;

Sociability Statistics: Quantified metrics that conveys the
ability and willingness of a person to communicate, educate,
or engage with others. May also be referred to as social
engagement quotient (SEQ), social quotient (SQ), social
skills, people skills, social factors, or social potential. [See
U.S. Pat. No. 9,053,449 entitled “Using Structured Com-
munications to Quantily Social Skills, assigned to the
assignee and incorporated by reference herein]
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External Statistics: Those numerical observations that are
useful 1n generating Secondary Statistics or higher-order
statistics but that come from outside the scope of the
observation platform. One example 1s the gross sales
receipts Irom a cash register which might be tied statistically
to circumstances visible to the observation platform via an
observed basket 1dentification. A second example would be
some measurement of shopper locations by an external
smartphone application. These numerical statistics may be
gathered by the external system which then reports the data
to the observation platiorm; or may be gathered by the
observation platform working together with the external
system to coordinate user context and locations; or may be
gathered by the observation platform using data 1t requests
from the external systems to derive the external statistic.
May also be referred to as external observations.

Secondary Statistics: Those numbers generated through
the application of Inference rules, combinatorial rules and
policy controls and feedback from the primary statistics,
subjective statistics, sociability statistics and the external
statistics. These 1tems may also be referred to as second
order data and metrics, secondary observations, secondary
metrics, or secondary characteristics. Contextual informa-
tion and higher-order statistics may be derived from sec-
ondary statistics and may be used for determination of
message flow, device actions, and control of all users and
devices connected to the observation platform. Secondary
statistics include data relative to user performance and to
system and device performance.

Higher-order Statistics: Those numbers generated through
the application of Inference rules or combinatorial rules
from the primary statistics or secondary statistics. Addition-
ally, the higher-order statistics form the basis for calculating
a user’s performance score using statistical categories such
as, but not limited to: user performance score relative to
others 1n the same or similar environments, user perfor-
mance scores relative to others with the same or similar rolls
and responsibilities, user ranking against other users, user
ranking against established performance norms; the estab-
lishment or adjustment of performance norms and perfor-
mance benchmarks for roles, responsibilities, environments,
zones within environments, titles, geographic regions, enter-
prise functions and enterprise size. May also be referred to
as higher-order observation or higher-order metrics.

Enterprise Performance Data: Goals and results,
expressed as metrics or numbers, that comprise both a
specification of what 1s important 1n targeted performance
and that also contain historical data which can be useful 1n
learning about what seems to matter, either through human
insight or intuition, or through machine-learning via an
algorithmic procedure. May also be referred to as outcome
data or desired objectives.

Inference rule: A specific algorithmic procedure for pro-
cessing a specified set of input data to produce a specified set
of output data. At the simplest, the procedure may be to
construct a weighted sum of the mputs to produce a single
output number. May also be referred to as combinatorial
rule.

Validated Rules: Inference rules that have been proved to
have a useful and meaningiul correlation to desired objec-
tives by comparing the higher order statistics that they
generate to those objectives. Also, those Inference rules
where the strength of the weights or the size of the other
numerical values 1n the rule are adjusted to optimize the
observed correlation. May also be referred to as verified.

Modeling: Using either the verified or tuned Inference
rules or the employee and team performance metrics as
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inputs to a business model 1n order to calculate a modeled
result corresponding to the desired objectives. May also be

referred to as forecasting.

Human-generated Hypothesis: Inference rules guessed by
‘common-sense’ or expert opinion, possibly followed by a
tuning step using comparison with historical data. May also
be referred to as expert-generated hypothesis or expert-
generated relationship.

Machine-generated Inference rule: Inference rules gener-
ated at least 1n part by an algorithmic procedure, and then
tuned to validate and optimize the observed correlation to
objectives. May also be referred to as machine-generated
hypothesis or machine-generated relationship.

Measuring User Performance Through the
Observation Platform

Embodiments of the present technology are for using
structured communications to measure and quantily perfor-
mance metrics such as, but not limited to: personal perfor-
mance, performance within groups, performance within an
enterprise environment, relative ranking against others in the
same or similar environment, relative ranking against others
with the same or similar roles and responsibilities, assess-
ment and quantification of sociability skills and benchmark-
ing of this set of metrics for use across similar environments,
geographies or roles. The data 1s gathered using an obser-
vation platform that may involve a number of users, devices,
other computer systems and external IoT devices which
provides structured and disciplined communications and
captures data regarding the communications and devices 1n
the Primary Statistics.

Employee data 1s gathered by the observation platform
and includes data from five general categories of 1nput
information: Employee conversations, queries, responses,
intonation, voice cadence, geographic locations and
motions; Employee interactions with external systems and
databases connected to the observation platform; Employee
interactions with IoT devices connected to the observation
platform; Subjective data gathered within the observation
platiorm or reported to the observation platform by external
systems; and Subjective data manually entered into the
observation platform or reported to the observation platiorm
by other employees, visitors, customers or managers

A performance metric may also be a metric, a key
performance indicator (KPI) or a business metric. A metric
or performance metric as referred to herein may be any type
of data associated with or derived from communication
between users, including the location of the communications
device, or the words spoken and the contextual state at the
time of a particular communication event. Additional 1nfor-
mation and data 1s generated and collected from proximity
information between devices and proximity information
with stationary or visitor beacons or radio signals. In one
embodiment, the computer system 1s able to generate a
visual representation of metrics. For example, the visual
representation may be a map of the geographic location of
the users 1n an environment or may be a visual indication of
the availability status of a user.

In another example, the visual representation may be
textual information such as the number of communications
sent by a user or the length of time it took for a user to
respond to a communication. The performance metrics may
be sent 1n near-real-time as an audio message or displayed
to a manager or other user for use in making decisions and
directing actions. The performance metrics may be used by
the manager to optimize customer service 1n a retail setting,

10

15

20

25

30

35

40

45

50

55

60

65

18

by taking actions such as reprimanding or rewarding an
associate, combining groups or teams ol associates with
differing and necessary behaviors, skills or talents as
recorded by the observation platform, or being informed that
no associates are located near a group of customers or 1n a
specific location zone. Performance metrics may also gen-
erate real-time alerts and alarms or notifications that action,
intervention or coordination 1s needed. These alerts and
alarms are also routed to the most appropriate users based on
context, policy and inference.

An employee’s past work experience alone i1s not the
leading indicator of whether or not the employee 1s influ-
ential or a “go-to” person 1n the particular retail setting. To
achieve this informal status, the employee not only needs to
be viewed as having the knowledge that others need, but
they also need to have other factors such as being approach-
able, being positive 1n attitude and actions, and/or socially
available and responsive for customers and employees to
engage with them. These other factors may be described as
sociability factors, sociability potential, or social skills.

Managers 1n the retail setting may be able to determine or
measure the employee’s experience through their length of
service or subject expertise, but when 1t comes to an
objective measurement of responsiveness, helpiulness,
being at the right place at the right time, eflectiveness in
current role, competence with external system, sociability
factors or social skills, managers have few tools with which
to measure, quantily, evaluate and compare an employee’s
cllectiveness other than subjective anecdotal or gut feelings.
Consequently, when managers are transferred or quit, this
learned anecdotal knowledge often leaves with them and an
incoming manager has to learn the behavioral patterns from
scratch. It 1s also challenging to measure performance fac-
tors 1n prospective employees during the new hire process
and probationary period.

The present technology operates by using an observation
platform, devices, IoT devices, external systems and struc-
tured communications from which to gather or collect
primary statistics that may be used to generate secondary
statistics or higher-order statistics. The primary statistics,
secondary and higher-order statistics are utilized as a part of
an assessment of the performance and behaviors of a user 1n
the observation platiform.

The assessment may be used by the enterprise, a manager,
others, or computer systems to make decisions for promo-
tions, demotions, lateral transiers, temporary assignments,
interventions, leveraging talents, sharing skills and combin-
ing individuals 1nto teams, measuring assimilation rates for
new employees, or for the obtaiming of other goals. The
present technology may be to run continuous assessments of
people skills and productivity metrics, including the depen-
dency on context, and then to use the assessments to guide
planning, discover causes, provide training, and make the
management task more effective by having objective data.
The present technology includes the concept of quantifiable
‘sociability scoring,” and the profit-making potential of
employing measured characteristics for the training, deploy-
ment, alignment, assessment, assimilation and management
of store personal. It should be appreciated that the present
technology may extend to other environments besides a
retail setting wherever it 1s useful to assess human perfor-
mance and organize humans 1nto groups depending on their
social skills.

The present technology uses the observation platform to
intercept a communication or mstruction from a first device
at a computer system and relay the communication or
istruction to a second device or second computer system
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where the first computer system determines the relayed
destination by deriving context information from the com-
munication and/or stored data relevant to the communica-
tion. The first computer system measures or collects Primary
Statistics related to the devices, the communication and any
external computer systems or IolT devices. The primary
statistics can be then used to generate secondary statistics to
generate or create an assessment of a user associated with
the device. A specific user may be associated with a device
based on matching characteristics of the user; as determined
by comparing current characteristics against prior primary
and secondary statistics to derive the identity of the user. The
user may more directly identity themselves to the system
through voice printing (1dentification of the user by the
sounds of their voice), by saying a key phrase or saying their
name or an ID number.

The primary, secondary and higher-order statistics result-
ing in performance assessments are the quantified perfor-
mance score of the user. The assessment is then made
available to a manager, others or a computer system for use
in aligning performance with the company’s goals. For
example, the manager may create a work schedule of
employees using the assessment to ensure that a “go-to”
person 1s scheduled for each shift. Thus the present tech-
nology may be used to measure or quantily high-perfor-
mance or low-performance skills of employees, the types of
skills and talents the employees demonstrates, areas needing
improvement and areas where that employee might be
helptul to others. The subjective and quantitative employee
performance information can then be made available for
managers, others or external computer systems to use in
making stailing, team selection, and role decisions.

Data Collection, Categorization and Generation of
User Performance Metrics

The observation platform collects statistics for all users
and devices connected through the system or connected to
the system. Aggregation and manipulation of the primary
statistics 1nto secondary statistics and potentially 1nto
Higher-order Statistics results in many categories of statis-
tics that indicate the performance of an employee while in
the environment of the observation platform.

Two broad categories of data are collected within the
observation platform environment: objective data, and sub-
jective data. Algorithms within the computer system
attached to the observation platform then combine the data
using policy and weighting factors provided by the enter-
prise or the defaulted to the observation platform system.
The output of the algorithm becomes a component of the
employee score that i1s either explicitly displayed or used
internally for the computation of a Higher-order statistic that
indicates a component of the employee performance score
that 1s explicitly displayed.

In one embodiment, objective and subjective data may be
combined to yield a performance score. For example, a
manager may highly value time-in-zone, an objective pri-
mary statistic, with a weighting factor that 1s important to his
business. The weighting factor 1s a subjective data element
that 1s combined by the algorithm and policy within the
observation platform which yields a performance score
clement for the user.

As one case, performance metrics can use location infor-
mation as one Primary Statistic combined with other con-
textual information to produce secondary and higher-order
statistics indicating the personal productivity metrics for the
user.
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In one embodiment, quantifying the percent of time a
device or user spends 1n an assigned zone, the motion within
that zone, the movement speed within the zone, the com-
parison of motion 1n the zone to outside of the zone or with
other specified zones are combined to 1indicate performance
factors such as energy, attentiveness and urgency. By mea-
suring the relative time spent 1n other zones, the algorithm
can determine the degree of task focus and attention to
visitors or shoppers. By measuring the user communication
patterns within and outside of the zone of interest, the
algorithm can determine such performance factors as focus,
helptulness, inquisitiveness, depth of knowledge for the
zone contents or function, and the willingness to follow
instructions.

In one embodiment, counting the number of times a user
(User A) requests the location of another user (User B) as a
primary statistic, can be used to determine secondary or
higher-order statistics that score how much a person 1s relied
on 1n the enterprise and how often people want to find them
(User B) or how well a manager 1s keeping up with situ-
ational awareness by checking the locations of employees
(User A).

In one embodiment, counting the number of times a user
(User A) requests “Who 1s near” a specific location to hear
a list of employees and their status within that location,
results 1n a primary statistic that can be used to determine
secondary or higher-order statistics that score how much
attention that user (User A) 1s paying to the situational
awareness ol the store or enterprise.

As one case, performance metrics can be dertved from
request and response data as one Primary Statistic combined
with other contextual information to produce secondary and
higher-order statistics indicating the personal productivity
metrics for the user. The request and response function
includes all cases where the system; an external device (e.g.,
IoT or a smartphone); a policy; a message distributed to
individuals, groups, districts or regions; or the context of the
user creates the need for an action requiring a response from
one or a plethora of users.

In one embodiment, using and measuring request-and-
response functions, with or without location data, as a
primary statistics can be used to derive secondary and
higher-order statistics that determine performance factors
such as: response speeds, personal urgency, urgency to
support others, team commitment, and personal energy
levels. By comparing the request-and-response behaviors
day-to-day, trends can be uncovered indicating employee
motivation and employee reliability on a long-term or a
daily basis.

In one embodiment, using and measuring request-and-
response functions for expert groups, with or without loca-
tion data, as a primary statistics can be used to derive
secondary and higher-order statistics that determine 1f new
employees are curious about products, services or processes
and 1 existing employees are willing to share knowledge
and their depth of knowledge by subject. The algorithm thus
determines performance factors such as: employee 1mquisi-
tiveness, depth of subject knowledge, willingness to share

knowledge and speed of integration into the enterprise.

In one embodiment, combiming verbal question-and-an-
swer functions, with location data can be used by the
algorithm to determine performance factors such as: product
knowledge, team commitment, inquisitiveness, aptitude for
products or functions within the zone, and team helpfulness.
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Request and Response Examples

Primary Function

Expert Group -

Asking Questions
about Processes

Expert Group --
Asking Questions
about Products

Zone-coverage alerts -
Receiving alerts
that a zone 1s not

staffed or is
overstatied

Kiosk alerts -
Receiving alerts that
a visitor 1s engaged
with a kiosk and may
need attention

“Soft button™ alerts -
recelving alerts that a
visitor has pressed a
button or has verbally
requested help or
information and they

are expecting some
action

Buy-on-line, fulfill-in-
store requests -

alerts or requests
from omni-channel
sources that

inventory needs to be

verified or held

Primary Statistics

Count of questions asked by
user, times, locations where
asked, locations where
answered, time to answer,
length of answer, number of
users listening to answer,
number of users NOT listening
to answer, keywords 1n
question, keywords 1n answer,
number of questions not
listened to, requests heard and
NOT responded to.

Count of questions asked by
user, times, locations where
asked, locations where
answered, time to answer,
length of answer, number of
users listening to answer,
number of users NOT listening
to answer, keywords in
question, keywords in answer,
number of questions not
listened to, requests heard and
NOT responded to.

Measure reaction time to
respond to the request, number
of requests responded to, time
to arrive at the coverage
location, locations where time
spent, speed traveled, path
traversed, requests heard and
NOT responded to.

Measure reaction time to
respond to the request, time to
arrive at the correct location,
speed traveled, path traversed,
speed to arrive in proximity of
visitor or shopper, length of
time spent 1n location or in the
proximity of the visitor, visitor
feedback from external devices
or systems used by visitors or
customers, customer feedback
rating from another user of the
system, requests heard and
NOT responded to, relationship
of user role to the kiosk
function.

Measure reaction time to
respond to the request, time to
arrive at the correct location,
speed traveled, path traversed,
speed to arrive 1n proximity of
visitor or shopper, length of
time spent 1n location or in the
proximity of the visitor, visitor
feedback from external devices
or systems used by visitors or
customers, customer feedback
rating from another user of the
system, requests heard and
NOT responded to, relationship
of user role to the kiosk
function.

Measure reaction time to
respond to the request, time to
arrive at the inventory location,
speed traveled, path traversed,
speed to verily inventory,
speed to move mventory to
holding location, voice
inflections

Secondary and Higher-
order Statistics
(Performance
Measurements)

Inquisitiveness, assimilation
status and rate, knowledge
topics, depth of process
knowledge, willingness to
share knowledge,
consistency of actions

Inquisitiveness, assimilation
status and rate, knowledge
topics, depth of product
knowledge, willingness to
share knowledge,
consistency of actions

Team support, customer
aflinity, understanding of
role, job urgency,
environmental awareness.

Urgency to support shoppers
or visitors, helpfulness, depth
of knowledge regarding kiosk
products or information
presented, awareness of
priorities, customer
satisfaction scores.

Urgency to support shoppers
or visitors, helpfulness, depth
of knowledge regarding
button location products,
awareness of priorities,
customer satisfaction scores

Urgency 1n inventory
verification, inventory
location knowledge, desire to
assist, team cooperation and
support

22
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TABLE 1-continued

Request and Response Examples

24

Secondary and Higher-

order Statistics
(Performance
Measurements)

Primary Function Primary Statistics

Measure reaction time to
respond to the request, time to
arrive at the imventory location,
speed traveled, path traversed,
speed to verily inventory,
locations visited, voice
inflections, visitor feedback
from external devices or
systems used by visitors or
customers

Measure reaction time to
respond to the request, time to
arrive at the inventory location,
speed traveled, path traversed,
speed to verily inventory,
locations visited, voice
inflections, speech cadence
Measure times through zone
with and without action, speed
through zone, adjacency to
visitors or shoppers while
passing through zone, time to
close task after entering zone,
voice inflections, speech
cadence, subject feedback on
quality and completeness of
task within zone, task requests

heard and NOT responded to.

Pick-up requests -
requests for products
to be delivered to
specific locations

Inventory verification
requests - requests
from systems or
other stores to
validate inventory
status

support

Responding to
location based tasks -
tasks that are

heard when a user
moves 1nto a specific
zZone

types of tasks

In one embodiment, combining proximity information by
detecting shopper or visitor devices using beacons, near-
field or other technologies such as RFID, with location data
of the device can be used by the algorithm to determine
performance factors such as: shopper or visitor helpfulness,
elliciency 1n helping shoppers or visitors, desire to engage
shoppers or visitors, effectiveness in engaging shoppers or
visitors and effectiveness 1n supporting shoppers or visitors
by high-value items or functions within the zone.

In one embodiment, combining proximity information by
detecting other observation platform user devices, with
location data can be used by the algorithm to determine
performance factors such: as team leadership, training or
teaching eflorts, time wasting or cooperativeness.

In one embodiment, combining point of sale (POS) 1nfor-
mation, with location data can be used by the algorithm to
determine performance factors such as: selling effectiveness
within assigned zone, selling effectiveness in other zones,
attention to basket size, conversion rate scores, attention to
product margins.

In one embodiment, combining shopper or visitor feed-
back information gathered by shopper or visitor applications
that are able to detect the observation platform user, with
location data can be used by the algorithm to determine
performance factors such as: customer satisfaction scores by
zone covered, customer satisfaction vs. time spent with the
customer, and other performance metrics as derived from
survey tool applications used by the shopper or visitor

In a different case, performance metrics can use external
system 1nstructions as one primary statistic combined with
other contextual information to produce secondary and
higher-order statistics indicating the personal productivity
metrics for the user.

In one embodiment, combiming shopper or visitor encoun-
ter information gathered by detecting shopper or visitor

Urgency in mventory
verification, mventory
location knowledge, desire to
assist, team cooperation and
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Urgency to support shoppers
or visitors, helpfulness,
desire to assist, customer
satisfaction scores.

Task orientation, willingness
to take on new tasks, task

efliciency, quality of
workmanship, aflinity to

applications using BLE, Bluetooth, Cellular or WiF1 signal
detection, with external system instructions can be used by
the algorithm to determine performance factors such as:
social 1nteraction scores, helpiulness scores, shopper or
visitor attentiveness scores, and urgency to assist scores.

In one embodiment, combining task requests originating,
from external system instructions with other context infor-
mation can be used by the algorithm to determine perior-
mance factors such as: reaction time to pick up assigned or
requested tasks, reaction time to verily on-shelf or backroom
inventory, task compliance performance, task urgency com-
pliance, and competitiveness scores.

In one embodiment, combining time-clock information
from external systems with user behavior within the obser-
vation platform environment can be used by the algorithm to
determine performance factors such as: ability to plan
actions, ability to complete tasks 1n a timely manner, ability
to complete tasks within daily deadlines, and ability to keep
to schedules.

In one embodiment, combining video camera information
from external systems with user behavior within the obser-
vation platform environment can be used by the algorithm to
determine performance factors such as: ability to address
customers or visitors appropriately, ability to recognize poor
coverage zones or assist groups ol customers or visitors,
urgency to address loss prevention alerts, ability to assist and
support diverse cultures of customers or visitors.

In a different set of cases, performance metrics can use
information manually entered into either the observation
plattorm or an external system as one Primary Statistic
combined with other contextual information to produce
Secondary and Higher-order statistics indicating the per-
sonal productivity metrics for the user.

In one embodiment, combining external, manually
entered information with user behavior and context within
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the observation platform environment can be used by the
algorithm to determine performance factors such as: absorp-
tion and application of course work completed, absorption
and application of video, audio or other training method-
ologies, absorption and application of brand-oriented mes-
sages and information provided by the enterprise, and cor-
relation of course grades to the application of the matenal in
the observation environment.

In one embodiment, combining external, manually
entered information Ifrom customers or visitors that 1is
requested via an application running on a device carried by
the customer or visitor, with user behavior and context
within the observation platform environment can be used by
the algorithm to determine performance factors such as:
customer satisfaction scores, ability to pay attention and
focus, ability to answer questions, demeanor, helpfulness,
alertness, depth of knowledge, and breadth of knowledge.

In one embodiment, combining external, manually
entered information from other users of the system or peers,
which 1s requested via an application running on a device
carried by the user or from a terminal connected to the
observation platiorm, with user behavior and user context
within the observation platiform environment can be used by
the algorithm to determine performance factors such as:
team player scores, helptulness scores, knowledge sharing
scores, customer satisfaction scores, demeanor toward co-
workers, alertness, depth of knowledge, and breadth of
knowledge.

In one embodiment, combining external, manually
entered information from other users of the system or peers,
which 1s requested via a scheduled process or adjusted by
enterprise policy controlling the scheduled process within
the observation platform, with user behavior and user con-
text within the observation platform environment can be
used by the algorithm to determine performance factors such
as: progress toward goals, team player scores, helptulness
scores, knowledge sharing scores, customer satisfaction
scores, demeanor toward co-workers, alertness, depth of

knowledge, and breadth of knowledge.

Primary
Function

Expert
Group -
Asking
Questions
about
Processes

| Process
questions
are 1dentified
by either a
specific
command or
a recognized
set of
keywords]

10

15

20

25

30

35

Typical Algorithm Shown as an Example

Inquisitiveness: C[+M(number of questions
asked/user-hr)+N(number of questions listened
to/user-hr)+P(time spent listening to
answers/user-hr)—Q(number of questions NOT
listened to/user-hr)]

Assimilation Status: C'[+M(number of
questions asked/user-hr)+N{(number of
questions listened to/user-hr)+A(the number of
questions answered/user-hr) — T{average
response tume to answer a question)-Q(number
of questions NOT answered/user-hr)]
Assimilation Rate: (the linear slope of the
above equation computed over an interval of
time)

Depth of Process Knowledge: C"[-M(number

26

In one embodiment, combining external, manually
entered information from the primary user with that same
user’s behavioral data and context within the observation
plattorm environment can be used by the algorithm to
determine performance factors such as: progress toward
goals, new potential goals, attitude towards tasks, goals,
career and company; team player scores; demeanor toward
co-workers or managers; desire for improvement; and will-
ingness to accept feedback. Additionally, users can ofler
commentary, explanations or rebuttals to the objective per-
formance scores 1n the system.

In one embodiment, combining external, manually and
automatically entered information regarding length of
employment and past roles and responsibilities can be used
by the algorithm to determine performance factors such as:
progress toward goals, new potential goals, attitude towards
tasks, goals, career and company; team player scores;
demeanor toward co-workers or managers; desire for
improvement; willingness to accept feedback; and other
career determining or limiting factors.

In one embodiment, combiming information from point-
of-sale (POS) systems with the primary and secondary
statistics of the user, especially proximity information gath-
ered by beacons or BLE connections, can be used by the
algorithm to determine performance factors such as: sales
cllectivity/efliciency (e.g., sales dollars per minute spent
with shoppers), ability to upsell and influence add-on pur-
chases, ability to move the shopper to diflerent departments
and 1ncrease basket size, ability to create conversions (sales)
with shorter customer encounters.

Example algorithms for producing quantified perfor-
mance measurements and metrics are shown in the table
below. These algorithms represent one of many possible
calculations for each perfonnance metric. The algorithm
examples use the coeflicient “C” as a normalizing and
weighting factor for each performance category. The other
capital letter coetlicients are used within the algorithm to
weight each performance factor. All of these coellicients
many be adjusted based on the business requirements of
cach environment.

Result

A numerical value
normalized 1n the
range of typically 0-100
(by the constant
value of C)
indicating the
performance of the
user for the
category.

For “Knowledge
Topics™ the result 1s
list of keyword
topics 1n ranked
order of frequency
of responding.

of questions asked/user-hr)+A(the number of
questions answered/user-hr) +W(the number of
users who listen to the full answer)-X(the
number of users who do NOT listen to full
answer)— T(average response time to answer a
question)-Q(number of questions NOT
answered/user-hr)]

Willingness to Share Knowledge: C"'[+A(the
percentage of questions answered) — T(average
response time to answer a question)-Q(number
of questions NOT answered/user-hr)]

Consistency of Actions: Consistency 1s
computed as the standard deviation (or other
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-continued

Primary
Function Typical Algorithm Shown as an Example Result

statistical model) for the set of characteristics

defined above.

Knowledge Topics: [keyword |*C"'[M(number

of questions asked/user-hr)+N{(number of

questions listened to/user-hr)+A(the number of

questions answered/user-hr) — T(average

response time to answer a question)-Q(number

of questions NOT answered/user-hr)]
Expert Inquisitiveness: C[+M(number of questions A numerical value
Group -- asked/user-hr)+N(number of questions listened normalized in the
Asking to/user-hr)+P(time spent listening to range of typically 0-100
Questions answers/user-hr)—-Q(number of questions NOT (by the constant
about listened to/user-hr)] value of C)
Products Assimilation Status: C'[+M(number of indicating the
Product questions asked/user-hr)+N(number of performance of the
questions questions listened to/user-hr)+A(the number of  user for the
are 1dentified  questions answered/ user-hr) — T(average category.
by either a response time to answer a question)-Q(number  For “Knowledge
specific of questions NOT answered/user-hr)] Topics™ the result 1s

command or

a recognized
set of
keywords]

Zone-
coverage
alerts -
Receiving
alerts that a
zone 1S not

staffed or is
overstatied

Assimilation Rate: (the linear slope of the
above equation computed over an interval of
time)

Depth of Process Knowledge: C"[-M(number

of questions asked/user-hr)+N{(number of
questions listened to/user-hr)+A(the number of
questions answered/user-hr) +W(the number of
users who listen to the full answer)-X(the
number of users who do NOT listen to full
answer)— T{average response time to answer a
question)-Q(number of questions NOT
answered/user-hr)]

Willingness to Share Knowledge: C"'[+A(the
percentage of questions answered) — T(average
response time to answer a question)-Q(number
of questions NOT answered/user-hr)]
Consistency of Actions: Consistency 1s
computed as the standard deviation (or other

statistical model) for the set of characteristics
defined above.

Knowledge Topics: [keyword |*C"'[M(number
of questions asked/user-hr)+N(number of
questions listened to/user-hr)+A(the number of
questions answered/user-hr) — T(average
response time to answer a question)-Q(number
of questions NOT answered/user-hr)]

Team Support: C[T(average proximity to other
users +R(reaction time to respond to a
request)-S{average time to arrive at the
coverage location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to/user-hr)]

Customer Affinity: C'[+R(reaction time to
respond to a request)-S({average time to arrive
at the coverage location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to/user-hr)]

Understanding of Role: C"[A(time spent 1n
target location)+R(reaction time to respond to a
request)-S(average time to arrive at the
coverage location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to/user-hr)]

Job Urgency: C"'[A(time spent 1n target
location)+R(reaction time to respond to a
request)-S(average time to arrive at the
coverage location)+L(speed traveled)]
Environmental Awareness: C'""'[A(time spent

in target location)+B(number of other locations
visited/user-hr)-C(number of locations not
visited/user-hr)-P(the path length traveled vs.
the average path length for all users between
the starting point and the ending point)]

list of keyword

topics in ranked
order of frequency

ol responding.

A numerical value

normalized 1n the

range of typically 0-100
(by the constant

value of C)
indicating the

performance of the

user for the
category.
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-continued

Typical Algorithm Shown as an Example

Result

Kiosk alerts -
Receiving
alerts that a
visitor 18
engaged
with a kiosk
and may
need
attention

“Soft button”
alerts -
recelving
alerts that a
visitor has
pressed a
button and
expecting
some action

Urgency to Support Visitors: C[+R(reaction
time to respond to a kiosk request)-S(average
time to arrive at the coverage location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to/user-hr)]

Helpfulness: C'[+R(reaction time to respond to
a kiosk request)-S(average time to arrive at the
coverage location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to)|+T(tume spent at the kiosk
location)+V (time spent 1n the proximity of the
visitor)]

Depth of Knowledge Regarding Kiosk
Products: C"[+R(reaction time to respond to a
kiosk request)+A(the number of questions with
relevant keywords answered/user-hr) +W(the
number of users who listen to the full answer)-
X(the number of users who do NOT listen to full
answer)— T{average response time to answer a
question with relevant keywords)-Q(number of
questions NOT answered/user-hr) with relevant
keywords]

Awareness of Priorities: C'"'[+R(reaction time
to respond to a kiosk request)-S{average time
to arrive at the coverage location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to)|+E(relationship of role to kiosk
function)]

Customer Satisfaction Scores:

C""[+R(reaction time to respond to a kiosk
request)-S{average time to arrive at the
coverage location)+L(speed
traveled)+N(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to)]+F(customer feedback scores
collected from kiosk or applications related to
kiosk)+G(customer feedback rating from
another user of the system)]

Urgency to Support Visitors: C[+R(reaction
time to respond to a kiosk request)-S(average
time to arrive at the coverage location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to/user-hr)]

Helpfulness: C'[+R(reaction time to respond to
a kiosk request)-S(average time to arrive at the
coverage location)+L(speed
traveled)+N(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to/user-hr)]+T(time spent in the
proximity of the soft button location)+V(time
spent 1n the proximity of the visitor)]

Depth of Knowledge Regarding Kiosk
Products: C"[+R(reaction time to respond to a
soft button request)+A(the number of questions
with relevant keywords answered/user-hr)
+W(the number of users who listen to the full
answer)—X(the number of users who do NOT
listen to full answer)- T(average response time

to answer a question with relevant keywords)-
Q(number of questions NOT answered/user-hr)
with relevant keywords]

Awareness of Priorities: C'"[+R(reaction time
to respond to a kiosk request)-S{average time
to arrive at the coverage location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to)]+E(relationship of role to soft
button request type)]

Customer Satisfaction Scores:

C""[+R(reaction time to respond to a kiosk
request)—S(average time to arrive within
proximity of the soft button)+L(speed

A numerical value
normalized in the

range of typically 0-100
(by the constant

value of C)

indicating the
performance of the

user for the

category.

A numerical value
normalized in the

range of typically 0-100
(by the constant

value of C)

indicating the
performance of the

user for the

category.
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Buy-on-line,
pick-up-in-
store
(BOPIS)
requests -
alerts or
requests
from omni-
channel
sources that
inventory
needs to be

verified or
held

Pick-up or
Carry Out
requests -
requests for
products to
be delivered

to specific
locations

Inventory
verification
requests -
requests
from
systems or
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-continued

Typical Algorithm Shown as an Example

traveled)+N(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to)]+F(customer feedback scores
collected from soft button or applications
related to soit button)+G(customer feedback
rating from another user of the system)]
+V(positive voice inflection scores for
communications over the past T user-hrs)
Urgency 1n Inventory Verification:
C[+R(reaction time to respond to a BOPIS
request)-S(average time to arrive at the
inventory location)+L(speed
traveled )+ N{(number of BOPIS requests
responded to/user-hr)-Q(number of BOPIS
requests NOT responded to/user-hr)]

Inventory Location Knowledge:

C'[+R(reaction time to respond to a BOPIS
request)-S(average time to arrive at the
inventory location)+L(speed traveled)-P(the
path length traveled vs. the average path length
for all users between the starting point and the
ending point)]

Desire to Assist: C"[+R(reaction time to
respond to a BOPIS request)-S{average time to
arrive at the product location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to/user-hr)]+E(relationship of role to
BOPIS request type)]

Team Cooperation: C"'[+R(reaction time to
respond to a BOPIS request)-S(average time to
arrive at the product location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to/user-hr)]+V(positive voice
inflection scores for communications over the
past T user-hrs)

Urgency to Support Visitors: C[+R(reaction
time to respond to a request)-S(average time to
arrive at the required location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to/user-hr)]

Helpfulness: C'[+R(reaction time to respond to
a request)-S{average time to arrive at the
required location)+L(speed traveled)+N(number
of requests responded to/user-hr)-Q(number of
requests NOT responded to/user-hr)|+T(time
spent from arriving at the required location to
indicating the task 1s complete)+V(time spent in
the proximity of the visitor)]

Desire to Assist: C"[+R(reaction time to
respond to a request)-S(average time to arrive
at the required location)+L(speed
traveled )+ N{(number of requests responded
to/user-hr)-Q(number of requests NOT
responded to/user-hr)]+E(relationship of role to
Pick-up or Carry Out request type)]

Customer Satisfaction Scores:

C"'[+R(reaction time to respond to a request)—
S(average time to arrive within proximity of the
request)+L{speed traveled J+N(number of

requests responded to/user-hr)-Q(number of
requests NOT responded to/user-
hr)]+F(customer feedback scores collected from
an application running in a visitor
device)+G(customer feedback rating from
another user of the system)]+V(positive voice
inflection scores for communications over the
past T user-hrs)

Urgency in Inventory Verification:
C[+R(reaction time to respond to a verification
request)-S{average time to arrive at the
inventory location)+L{(speed
traveled )+ N(number of verification requests
responded to/user-hr)-Q(number of verification

Result

A numerical value
normalized in the

range of typically 0-100
(by the constant

value of C)

indicating the
performance of the

user for the

category.

A numerical value
normalized in the

range of typically 0-100
(by the constant

value of C)

indicating the
performance of the

user for the

category.

A numerical value
normalized in the
range of 0-100 (by
the constant value
of C) indicating the
performance of the
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-continued

Primary

Function Typical Algorithm Shown as an Example Result

other stores
to validate
inventory
status

requests NOT responded to/user-hr)]

Inventory Location Knowledge:

C'[+R(reaction time to respond to a verification
request)-S(average time to arrive at the
inventory location)+L(speed traveled)-P(the
path length traveled vs. the average path length
for all users between the starting point and the
ending point)]

Desire to Assist: C"[+R(reaction time to
respond to a verification request)-S(average
time to arrive at the required location)+L(speed
traveled )+ N(number of verification requests
responded to/user-hr)-Q(number of verification
requests NOT responded to/user-
hr)]+E(relationship of role to inventory
verification request type)]

Team Cooperation: C"'[+R(reaction time to
respond to an inventory verification request)-
S(average time to arrive at the product
location)+L(speed traveled)+N(number of
inventory verification requests responded
to/user-hr)-Q(number of inventory verification
request NOT responded to/user-hr)]+V (positive
volice inflection scores for communications over
the past T user-hrs)

Task Orientation: C[+D((number of location-
tasks accepted/user-hr)/(number of location-
tasks heard/user-hr))-T(time to indicate task
completion)]

Willingness to Take on New Tasks:
C'[+D((number of location-tasks accepted/user-
hr)/(number of location-tasks heard/user-
hr))+N(number of different locations for
accepted tasks)-M(number of different locations
for tasks NOT accepted)

Task Efficiency: C"[+D{({number of location-
tasks accepted/user-hr)/(number of location-
tasks heard/user-hr))-H(time from task
acceptance to task complete)]

Quality of Workmanship: C"'[+D{(number of
location-tasks accepted/user-hr) —H(time from
task acceptance to task complete)+B(external
rating of workmanship from other users or
managers)|

Affinity to Types of Tasks: C""'[+D((number

of location-tasks accepted/user-hr for each
location)]

Responding
to location
based tasks -
tasks that
are heard
when a user
moves 1nto a
specific zone

Employee Performance Library

The data gathered and processed within the observation
platform 1s unique 1n that enterprise or store employees have
traditionally been left out of the Information Technology
(IT) infrastructure unless they were at a terminal or using a
hand-held device. The observation platform provides con-
tinual geographic location tracking and monitoring of all
employee interactions with other employees or connected
systems thus allowing the accumulation and analysis of a
new set ol key performance indicators (KPIs) for hourly
workers.

These new KPIs are a combination of objective and

subjective metrics regarding how an employee or store
associate performs tasks and interacts with other peers and
managers. The observation platform applies inference rules,
policy and statistical approaches to the unique information
gathered and creates usable, definable, benchmarkable and
transierable employee performance metrics. These metrics
may then be tabulated and recorded as a part of a new kind
of employee performance record.

Since the employee performance record 1s based on
objective statistics against a history of roles and responsi-
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A numerical value
normalized in the

range of typically 0-100
(by the constant

value of C)
indicating the
performance of the
user for the
category.

For “Aflinity to
Types of Tasks™ the
result 1s list of task
locations in ranked
order of frequency
of acceptance in a
given location.

bilities, these KPIs may be used to indicate the performance
of an employee 1n a new role, department, division, or 1n a
new enterprise entirely.

Because the KPIs are usetul to other orgamizations, divi-
sions, departments or roles; these individual performance
indicators can be made available to others 1n the enterprise
or 1n other enterprises much like an “Equifax” credit score
1s available to banks or lenders.

The unique information gathered by the observation plat-
form therefore allows the creation of new kind of employee
performance database where objective Primary Statistical
data 1s processed mnto Secondary Statistics or Higher-order
Statistics indicative of an employee’s past and predicted
performance based on role, function or enterprise opera-
tions.

Some basic aspects of the employee scoring, rating and
ranking system include, but are not limited to:

The system creating a personal performance library that
may be shared with the employee, employer, the observation
platform owners, or other designated organizations who may
then share the information with others.

Employees being granted access to their performance data
according to the enterprise policy for sharing such data. The
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enterprise 1s encouraged to share the employee information
external to the enterprise and encourage other enterprises to
share employee information, so they, in turn, can pre-view
candidate performance information before making hiring
decisions.

The employee 1s given tools for managing the distribution
of their performance information according to the policy of
the enterprise gathering the information. The tools allow
accessing, reviewing, commenting and disputing the content
stored 1n the library. The observation platform owner may
also retain rights to the employee information.

The employee information library 1s organized with “pub-
lic” and “private” areas. The enterprise, employee, or obser-
vation platform owner can, according to privacy policy,
move/copy data between the private, semi-public and public
areas.

Employee performance imnformation 1s used for personal
growth 1n current positions and as guide for establishing
capabilities based on objective data of past performance for
use 1n seeking more relevant or valuable employment in
different roles, departments, divisions or with entirely dii-
ferent enterprises.

The performance information helps employees identify
core strengths and roles where they will be most successtul.

Performance information in the library 1s used by current
employers or future employers as determined by the privacy
policy agreed between the employee, enterprise and obser-
vation platform owner.

The current employer uses the system to measure
employee assimilation or program alerts that an intervention
may be helpful.

The name of the enterprise or department associated with
the source of the data 1s made anonymous by the policies
driving the decisions 1n the system.

The system will update the employee data in near-real-
time providing a current employee performance assessment
report on a daily, weekly, monthly or other basis.

The employee performance library will utilize procedures
to alert the employee as changes are made to any perfor-
mance category or 1 new performance categories are added.
Data Archiving and Security

Once the data 1s collected, 1t 1s archived for analysis by the
inference engines; Date 1s parsed and may be stored in
multiple tables; data 1s encrypted; authentication, authori-
zation, and accounting with secure transport (AAAS) 1s
assured; and processed data 1s validated against norms to
climinate errored data.

Data Manipulation and Inference

Establishment of norms by role, group, zone assignments
and arbitrary {factors entered by managers or system
defaults; Ranking of individual performance data against
norms; Weighting of data categories and norms for particular
roles, groups, zones and arbitrary factors; Identification of
outlier behaviors (performance significantly above or below
norms); and translation function for weighting the data
against the criteria for different store categories or opera-
tional models.

Some Examples of Data Flements in Employee Library

Subjective data includes: survey feedback from peers and
managers; survey feedback from visitors (shoppers); disen-
gagement feedback from visitors (shoppers); tone-of-voice
quantification and calibration against individual norms;
voice 1tlection quantification and calibration against indi-
vidual norms.

Secondary and higher-order statistics 1indicative of
employee performance includes: responsiveness to tasks;
responsiveness to questions; ability to ask questions (curi-
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osity); communication balance; communication breadth (lat-
erally across the organization and up/down the managerial
change); keeping up with messages and announcements; and
prioritizing tasks.

Benchmarking data includes: establishing performance
criteria for roles, locations, chains, stores, departments, and
enterprises; calculating means and standard-deviations for
the criteria amenable to statistical analysis; establishing a
normalized benchmark for roles, location, chains, stores,
departments and enterprises; and dynamically updating the
benchmarks with new information.

Relative data includes: ranking within peer group; ranking,
within single store (oflice); ranking within district of stores
(district or enterprise division); ranking within region of
stores (geographical enterprise divisions); ranking within
chain (enterprise); ranking within role (for the above);
ranking for zone coverage; and ranking within industry
category.

What 1s claimed 1s:

1. Amethod of using an observation platiorm to determine
relative expertise of enterprise employees, the method com-
prising:

monitoring, by a computer system of the observation

platform, communications from and to a plurality of
communication devices which have been routed
through a radio access point associated with the com-
puter system, wherein each of the communication
devices 1s associated with a user who 1s an employee 1n
an enterprise;

extracting, by the computer system, information from the

communications including identities of the users of the
communications devices;
measuring, by the computer system, performance of a
plurality of the users based on aspects of the extracted
information which are related to responses to questions
on one or more ol products and processes of the
enterprise, wheremn the questions are posed and
responded to via the communications devices; and

assigning, by the computer system, a numerical ranking of
the measured performance by each of the plurality of
measured users, with respect to others of the plurality
of measured users, at responding to the questions.

2. The method as recited in claim 1, wherein the extract-
ing, by the computer system, information from the commu-
nications including 1dentities of the users of the communi-
cations devices comprises:

using speech recognition to convert speech i1n the com-

munications one of text and a machine-compatible
format.

3. The method as recited in claim 1, wherein the measur-
ing, by the computer system, performance of a plurality of
the users based on aspects of the extracted information
which are related to the responses questions on one or more
of products and processes of the enterprise comprises:

objectively measuring inquisitiveness of each of the mea-

sured users.

4. The method as recited 1in claim 1, wherein the measur-
ing, by the computer system, performance of a plurality of
the users based on aspects of the extracted information
which are related to responses to questions on one or more
of products and processes of the enterprise comprises:

objectively measuring an assimilation status of each of the

measured users.

5. The method as recited in claim 1, wherein the measur-
ing, by the computer system, performance of a plurality of
the users based on aspects of the extracted information
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which are related to responses to questions on one or more
of products and processes of the enterprise comprises:
objectively measuring an assimilation rate of each of the
measured users.

6. The method as recited 1n claim 1, wherein the measur-
ing, by the computer system, performance of a plurality of
the users based on aspects of the extracted information
which are related to responses to questions on one or more
of products and processes of the enterprise comprises:

objectively measuring topic depth of knowledge of each

of the measured users.

7. The method as recited 1n claim 1, wherein the measur-
ing, by the computer system, performance of a plurality of
the users based on aspects of the extracted information
which are related to responses to questions on one or more
of products and processes of the enterprise comprises:

objectively measuring a willingness of each of the mea-

sured users to share knowledge.

8. The method as recited 1n claim 1, wherein the measur-
ing, by the computer system, performance of a plurality of
the users based on aspects of the extracted information
which are related to responses to questions on one or more
ol products and processes of the enterprise comprises:

objectively measuring a consistency of action of each of

the measured users.

9. The method as recited 1n claim 1, wherein the measur-
ing, by the computer system, performance of a plurality of
the users based on aspects of the extracted information
which are related to responses to questions on one or more
ol products and processes of the enterprise comprises:

objectively measuring a knowledge topic for each of the

measured users.

10. A non-transitory computer readable storage medium
comprising instructions for causing a computer system of an
observation platform to perform a method of using an
observation platform to determine relative expertise of
enterprise employees, the method comprising:

monitoring, by a computer system of the observation

platform, communications from and to a plurality of
communication devices which have been routed
through a radio access point associated with the com-
puter system, wherein each of the communication
devices 1s associated with a user who 1s an employee 1n
an enterprise;

extracting, by the computer system, information from the

communications including identities of the users of the
communications devices;
measuring, by the computer system, performance of a
plurality of the users based on aspects of the extracted
information which are related to responses to questions
on one or more of products and processes of the
enterprise, wherein the questions are posed and
responded to via the communications devices; and

assigning, by the computer system, a numerical ranking of
the measured performance by each of the plurality of
measured users, with respect to others of the plurality
of measured users, at responding to the questions.

11. The non-transitory computer readable storage medium
of claim 10, wherein the measuring, by the computer system,
performance of a plurality of the users based on aspects of
the extracted information which are related to responses to
questions on one or more of products and processes of the
enterprise comprises:

objectively measuring inquisitiveness of each of the mea-

sured users.
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12. An observation platform for determiming relative
expertise of enterprise employees, the observation platform
comprising;
a plurality of communication devices, wherein each of the
communication devices 1s associated with a user who 1s
an employee 1n an enterprise;
a radio access communicatively coupled with the plurality
of communications devices; and
a computer system associated with the radio access point
and configured to:
monitor communications ifrom and to the plurality of
communication devices which have been routed
through the radio access point;

extract information from the communications including
identities of the wusers of the communications
devices:

measure performance of a plurality of the users based
on aspects of the extracted information which are
related to responses to questions on one or more of
products and processes of the enterprise, wherein the
questions are posed and responded to via the com-
munications devices; and

assign a numerical ranking of the measured perior-
mance by each of the plurality of measured users,
with respect to others of the plurality of measured
users, at responding to the questions.

13. The observation platform of claim 12, wherein a
portion of the extracted information comprises:

text converted, using speech recognition, from speech 1n
the communications.

14. The observation platform of claim 12, wherein the
measuring, by the computer system, performance of a plu-
rality of the users based on aspects of the extracted infor-
mation which are related to responses to questions on one or
more of products and processes of the enterprise comprises
the computer system being configured to:

objectively measure mquisitiveness of each of the mea-
sured users.

15. The observation platiorm of claim 12, wherein the
measuring, by the computer system, performance of a plu-
rality of the users based on aspects of the extracted infor-
mation which are related to responses to questions on one or
more of products and processes of the enterprise comprises
the computer system being configured to:

objectively measure an assimilation status of each of the
measured users.

16. The observation platform of claim 12, wherein the
measuring, by the computer system, performance of a plu-
rality of the users based on aspects of the extracted infor-
mation which are related to responses to questions on one or
more of products and processes of the enterprise comprises
the computer system being configured to:

objectively measure an assimilation rate of each of the
measured users.

17. The observation platiorm of claim 12, wherein the
measuring, by the computer system, performance of a plu-
rality of the users based on aspects of the extracted infor-
mation which are related to responses to questions on one or
more of products and processes of the enterprise comprises
the computer system being configured to:

objectively measure topic depth of knowledge of each of
the measured users.

18. The observation platform of claim 12, wherein the
measuring, by the computer system, performance of a plu-
rality of the users based on aspects of the extracted infor-
mation which are related to responses to questions on one or
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more of products and processes of the enterprise comprises
the computer system being configured to:

objectively measure a willingness of each of the measured

users to share knowledge.

19. The observation platform of claim 12, wherein the
measuring, by the computer system, performance of a plu-
rality of the users based on aspects of the extracted infor-
mation which are related to responses to questions on one or
more of products and processes of the enterprise comprises
the computer system being configured to:

objectively measure a consistency of action of each of the

measured users.

20. The observation platform of claim 12, wherein the
measuring, by the computer system, performance of a plu-
rality of the users based on aspects of the extracted infor-
mation which are related to responses to questions on one or
more of products and processes of the enterprise comprises
the computer system being configured to:

objectively measure a knowledge topic for each of the

measured users.
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